
Paul A Cent,dLh July 2, 2007 
' -  

[ -PSI  

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12'h Street, SW, Room TW-B204 
Washington, D.C. 20554 N:;>i.- , , , ,.,, ~ * (  &&<I!?i& 

Re: In the matter of Telecommunications Relay Services and Speech-to-Speech Services 
for Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123 

Dear Ms. Dortch: 

As required by CG Docket No. 03-123, please find enclosed the original and four copies 
of the Annual Complaint Log and Summary Report for the State of Ohio's 
Telecommunications Relay Service from June 1,2006 through May 3 1, 2007. Also 
enclosed is an electronic disk which contains the complaint log summaries. 

The Service Monitoring and Enforcement Department of the Public Utilities Commission 
of Ohio (PUCO) did not receive any complaints concerning the quality of service of the 
Ohio Relay during that timeframe. 

If you have any questions or need any further information, please contact me at (614) 
466-4054 (Voice) or by e-mail at Beth.Blackmer@,ouc.state.oh.us. 

Sincerely, 

Public Utilities Administrator 
Service Monitoring and Enforcement Department 

Enclosures 
cc: Arlene Alexander, FCC, Consumer & Governmental Affairs Bureau 

PUCO Docketing Division 
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late of Complaint 
05/30107 

11/20106 

Complaint Tracking for OH (06/01/2006-05/31/2007). Total Customer Contacts: 109 

Nature of Omplaint 
Voice customer said when calling his dad VCO) he asked 
the Qpemr to turn down the wing speed and turn off 
Turbo Code because VCO userwas getting nothing but 
g a l i n g  and operator relussc and told Ux v d m  person thi 
she didn't have to talk to him and she would relay it to the 
VCO customer. VCO Wstomer said operator WBS very rudl 
and then didn't mnfim whether operator did mis or not 

VCO custmer reports CA did not respond aRer the GA 
smen during a VCO to vdce mil; miier did not receive 
any lurmer response hum CA and finally dlamnnected to 
redid numhr with a different CA. Caller saki CAa do na 
tyw what is heard wrrecliy B calls are very dimcun to 
undsrstand and mplele; thev need more training. and 
don? care about their work. ThWre siow typists, need to b 
monitored are i m w n t ,  n d  mcient and make a bad 
name for relay, 

05122107 OismnnecVReconnect during calis 

05llOl07 Customer stated thal this CA go4 wme very impomnt 
information mixed up on her call The CA typed the times 
wmng, getflng mem ps i  reversed ThIswoUId have caused 
me customer much frustration had she s h w  up for me 
fundion at me wmng tlme 

the GA I 
05m3 07 

05/25/07 

V o w  wrwn aaa CA w.riec to her p a  nee mpatmt 
manner eecs-se Sne 0 on t respcna I on1 a*ar afler gmmg 

05122107 

05117107 

05/16107 

Explanamn d Re%nmn 
ontacted me Dayton Re ay Center represenlabve ana 
anhw 11118 mmp,a.nt due to me tan there 8 no nemner 
Xel ndmtdr nor ( 0 8  ow ..P mntad (nfomatan RPM 
~ l v w  mnfirmawn hom me Dayton Reay Centef 
iPm.entatrve tnat the wmorner dms n n  reqmst fo i lo~  UP 
nsrefore RPM dl ~1088 mls mse 

po c g M  for pmlnam an0 advissc m p l a i n t  w o ~ l o  be 
#warded to s~pervtsor cua(0msr old nd r e q ~ s t  mntan 
e m  Leader met mm m s wen! Diu*ssea proper ca 
'omdies an0 me tmwmnca of foi ow ng w m e r  
slnnom Tolo agent mat f srpnencng any t m n  cat 
obiems that a s . p ~ w r  shoda td notmw of any ssues 
Dent undemmw 

ant cdtomer intormaurn expls mng um d,Wereena 
meen a CapTe and a tradlMn(l phone Exp a m d  to 
dswmer my o 8wnnecton mmnnmon might ce 
xmng ana sent tips to reaxe meti occumca 

wicgized for the problem and assured that the ulmplaint 
3uld be Bent in as stated. No a i l  back requested 
iprvisor spoke with CA who slated she did not remembei 
ring this. but w i d  Par careful atlantion to make sure to 
It ail 01 the infotmation given is correct and accurate. 

JpeNisor met With and Wched CA to remain patient and 
Aim if cailer is unresponsive 

! 

! 





04126107 Apologize3 for pmblem and opened Tmuble Ticket. 
Customer did notwant to be mntaaed on this. Case &a% 
since customer does not want to be contact& 

- 04126107 

04125107 

04125107 

04116107 

0411 1107 

04106107 

03127107 

03130107 

Caller said he dialed relay and gave number to dial and no 
opetator ever responded. Suspect techobi ihue with 
voiceldata transmission. 

OH VCO usar called to complain mat agent dialed the 
wrong number and kept redialing even after she asked him 
to hang up the phone. 

Caller nn receiving Wping from relay operator. 

VCO customer said operator did a poor job in handling call 
pmcedure. Operator had typed (M) Hdlo- and there was no 
response then me operator hung up 

Customer reported that cai18 to her fnend 0 in Florida 
have not been wmpiedng sin- Januarl. The relay operato 
alwaya gets an error mesage when dialing her friends 
number, "this call is not authorized, call 800-645- 
0005L43T " 

TTY customer mid agent didn't tell him anything after she 
dialed. She hung up on me d th  out letung me know what 
was going on 

Deaf blind customer states the CA was not patient. The 
customer intended to request anomer caii, but the CA 
dismnneded her at approximately 1130 on March 27th. 
Curtornets n6es are in piam, and the CA should have 
expecled a delayed reply. 
Accuracy of captions 

04125 07 Apoogued (or me probbm Custaner om not want bl ow 
-p Team Lemer met mm mi8 agent an0 dmaccJ8sBd Proper 
ca I pfoadures Went over me mponance of io l w n g  

feedback and informed them that informaban would be 
shared hnm appmpmle captioning ~.~NICB staff for foilow 
up Suggested customer document me date time and CA 
number for more spectw follow up 

04125107 

04118107 

customer instructions. Agent understox. 

Apologized for pmblem and open Trouble Ticket. FOIIW-UF 
required for problem resOlYtin. There is a fix going in on th 
next releas to make Turbo Conneaions more stable for 
wstomer. SOlWCleared 

Agent did nat recall this incident. M n t  is aware of UW ai1 
pmceMing pmcedure. 

04 1 1 07 

04 06.07 

04 02 c' 

Apo.og,m for me trustraoon and tda ner mat a Tmuoie 
T c m  *o& be entered to nvesuwte me problem hmer  
Follow up requesteo Transfened to me ngnt SME In 
F anaa RPM call- me Wslomer ana spoke to me 
c ~ s m e r 6  hdsmna RPM caied agam an0 spoke 10 me 
ustamers nusMnd Cmome, 18 sa~sfied Te8t calk 
mmpdled fine wnh no ~MJBS Tned n twlw ho pmolems 
S.pavisa ommmlatey met w m w agent an0 she 
admitted m e  forQot *en $ne heard TTY tones ana 1-61 
connected S~pewosor ca1M ustaner  ana expia ned CA 
rnw a mislare was maw ana apologize0 Cmomer was 
napw mn remutoan 

Apocgizeo Tne s ~ p e w ~ s ~ r  wi  be noufied ha foliorr -P 
S-pav~m~ mxnw CA 10 expect longer de 0yS Wlvl 

aeaf.0 ,ma c-stamen ana to wit for S J ~ ~ R I S O ~  asbsi f 

nag ng a,m=lry 

03 30 0' C~rtomer snared feeabaC6 regardmg acc.raq of caotlons 
A p a o g m  for m aence ana manhe0 c,stomer for me 



03129107 OH Voice murt ORlca personnel mmplained when receking 
a call. me aaenl never asked il mw had ured relav before 

03129107 Apologized explained relay pmtocol, and iel her know I 
wu ld  be sure to i n m  trainers and amunt  manauer. 

and did not explain me service. Customer felt mis very 
inappmpriate causing much wnhlsmn in meir call. 

another Cali. The customer called back into relay and got the 
came CA and did nd @ a response from her. 

Customer did nd request call back 

multiple times but received a busy Signal then on 312712007, 
she received a remrding mat stated me number was no 
longer in seNiCe. 

03123107 VCO user stated mis CA did no( do her p b  pmperly. m e  C 
disconnecled her call and me customer wanted to make 

03128107 Center manager me1 wnh me CA and put her on a level of 
wrredtve action. Team Leader mad to call customer 

03126107 Customer reported agent did nn wait for her to tvpe agent 
very rude 8 diswnne3ed Customer, who is deaf blind. 

03127107 At the present time wa do no1 have an agent with mat 
number. No follow up indicated. 

i 

03110107 Cushnner gave agent a Wal-Mart credit card number and 
told agent to gst a supervisor after someone answers, The 
apent aaked me caller nmey wanted a live person. The 
caller got mad because it should have been obviwsthatthe 
caller wanted a live person. 

0311 8107 

03119107 OismnnBctlRemnnecIduling calls 03119107 

02106107 OH TTY user called to mmpiain mat agent first dialed a 
wrong number and then while she was vping to him that 
agent dismnnBC(Bd the line. 

03107107 

Supervisor spoke wim me CA and told her if me pm 
asks for a live person in me beginning, she does not need to 
send me macm. CA understOOd. 

Sent customer information explaining the difference 
behveen a CapTel phone and a traditional phone. Explained 
to customer why dismnn8ctionlrmnne3ion might be 
ocwrring and sent emaii with Ups to reduce their 
wurrence 

Apolqized for the problem Customer did not request 
f o l h  up Supervisor coached CA to have diSmnneN 
documented. 

03105107 
i 

Service - General 03105107 Technical problem identified Resolueon provlded by 
nehvoh vendor 



LOIEZRO 

LOIOZRO 

LOIEZRO 

LOIEOIEO 

LOiEOlEO 













11119/@3 ISu-isarwsveryrudewhen called over Forexampie. 11121106 

11/17/06 

1 1116106 

I 111 5106 

11 108/06 

when asked for her number. saa she did not have OM. 
When cornered that ai1 CAS have mem, she grudgingly 
admitted that Sha had B supewisar number and provided il 

Calmed me customer down and apkgized for the 
inmnvanienw. I sald hat me wrson shwid be spoken will 
to prevent lufure mbh. The wstomer does want foilow 
ug. Met wah Me aupWsw in question on and mached he 
*1 ahmp pmviJn numw immndlateiy and to make SUR 
ahe @hays W n s  a pleasant tone of voice. Called 
cuatomer back and a m i z e d  Iw me incident. 

Cuatomer8hamdlwdbBdc d r d i n g  mracyofcapUons. 
CS Rep apokgked tninddence and manked customer fol 
ths M h c k  and infwmed mem mat information would be 
shared Mm appropriate captoning sewice staff for foiiow 
u p  Supgested customer document me date, time and CA 

-mi& to Um wsbmer and assurd that the mmplaint 
wwld be sent in as stated. No call back requested Apanl 
did not recall specilk call M pmblems with other calls that 
nbht. Agent ccmctly desdbed pmoess in transferring cali 
to customet m i c e .  remembering to give CS phone 
number if pmMem in transler. Agent also mrmclly expialne 
when mere wwld be a need to infwm a caiier that they 
reached t h e m  numt8r 

Apolqved for me prowem and explained that agent is 
a i w  to help the customer by giving these numbers to 
custom. Follow up mm customer is not required on this 
issue CA explained mat itwas an in(emet call mat droppe 
in. Nd lrnming that &is cannot be teChnically feasible to 
be transfsned from me Internet. severai unsuCcB8sfui 
attempts w e  made to trensfsr the call to Wstomer servia 
CA mwgm bom caicto and Cali-from numben cannot be 
given to the customer u p n  request due to mmpany policy, 
Coeched CA Io provide ody me ail-to number not the caii- 
from number upon custards request. 

Rep was unable to enter CS Live 80 reprl was fowrded I 
CS in MO me next morning. Customer requests a follow up 
cali at number provided. We currently do not have any of 
our CAS asaignd to me ID number furnished by the 
customer. Thsn(ns. w cannot m t a  and meal the CA in 
question for a machino opportunitf I have reached the 
customer sumessfultf. h m v e r  the customer wouldn't allm 
the reby epentwho was rac(lltating the call to explain 
internet relay during me cau aet-up. The customer 
dismnnecled Me caii. I had me agent radial and have the 
agent relay my message in me hopes that the customer 
would slay on me line. Mud to no avail. the customer 
disconnected the call a Decond time. 

11117106 

11/13106 

11115106 

11/08/06 

Accuracy of captions 

Customer asked for Customer SeNiCe and ma agent didn't 
transfer but asked what number to dial. 

Caller said they piaced call and it WBS a m n g  number 80 
caller asked agent what number was dialed. Caller mough 
m e  may have given wmng number and agent mid s/he 
was not allowed to give mat information. Caller then asked 
for Customer Service number. agem said Ilhe was not 
a i l d  to give mal informaton, Caller then asked to swam 
to a supervisor and same thing, not allowed. Caller becam 
upset and wanted to know abaut this. 

Caiier reponed that the operator was talking loud, yelling a 
her and being rude. 

i 

i 



11/02/06 11/02/08 

11mlIOB 11/01106 

10/25106 

Apologired for inconvenience. Customerwenk a call back 
Pi- leave a number so she can m m  the call K she is 
out. Team Leader met with this agent and went over proper 
call procedures. Told agent that she should mntact a 
supervisor if they are Wr iendng technical difficulties. 
Explained the impomnce of following customer instructions 
Agent understood. Attempted to mntact customer. len 
m l w u p  number but never heard from customer. 

Apolcgized to me customer. and turned in Trouble Ticket. 
Customer would like MW up. RPM called Yesterday 
mmugh Video Relay ServiCM but no answering madine. 
RPM tried to use m to call me customer today at 1 p.m. 
and at 3 p.m. and leR mewams. 

10/11/06 

10r26106 

'H VCO CLstomer ca8 eo to say agent didn t seem to oe 
avng ahemon to ttw cad SBveral bmeS me rpoke m her 
XI me agent oanl  answer unbl me typea The cmome~ 

~pocg.zga for me m.sunaentanomg ana told her me repon 
woJ4 te sent to me SLprvsor Folic+% JP rcqsquestad an0 

sked me agent why she didn't answer and the agent said 
~ t y .  "1 didnl hear what you sad "The agent ai= midialed 
ie number given h c e  

lO/lBiOB 

H vco customer stated he is not aMe IO make a long 
stance call with his COC, whid is in me database. 
ustomer slated hearing peaple are able to make me long 
stance call fmm his home but he is not aMe to make a LD 
111 mmugh relay. This has k e n  going on since Aup 16th 
]OB. Cuslomergea a racwding mat sap "all urcuia are 

A did not  undersland what caller said when she gave a 
imber with SBC. She wanted to bill me call to SBC. but 
Ne CA dialed and got answer to ask for me name with SBC 
aiier hit the CA vias not experiemed and did not do a 
&essional job 

JSY." 

cder said mat she is nwer mntscted tq me 8upewiwr 
when she asks for follow up. She will wrt to FCC if no 
mntad is made this time. After I s m e  Wh me CA end Tr 
arstomer at separate times tam wem to have 
misunderJmod ead Omer as to how the dial-oul inslmdim 
should be c e M  out. CA wam't deiibemte in not follmring 
me cusmefs  instmdbns; rather me instructions were 
what CA thought should te followed. Ccached CA to ask fa 
derification first, M r e  dialing out. During my f o l h  up TT' 
conversation wim me customer. apolcgized on CA's behaif 
to the customer for me inconvenienCe we caused. 

Apoiopired for me pmMem. No Mlow-up required on Mis 
issue. Spoke with CA a m 1  this particular mmpleint. CA 
explained that the TTY customer was upset because the 
OUmOund caller dismnneded me call after the CA 
announced me call. The CA dialed back per wstomefs 
request and reached an answering machine. TIY customei 
blamed me CA for dismnnecting me call the first time The 
Roor supervisor conf ined  that me CA was telling me truth 
Aftached to the hard copy is a dwment  dewling the 
incident supporting CAS statement. 

allei said agent did not announce relay call and person 
le called hung up. 

! 



Caller told me CA mis. CA repeatedly asked me caller to 
repeatthe number. Csiier was held up abut  5-10 minutes 
because of this. 

10106m Expa nso now me CapTei rmns and now me sualny of tne 
phQle Ime or mwrm af18N me q.al#ty of me captons 
Exp a ned now to mnlan me phone mmpany w have Ihem 

10104106 

101c4106 

10104106 

10104106 

II_ 

chack the q u a l i  of the line Suggested wsher dwmen 
tk date. time and CA number. for more spesific follav up. 

ApolcgQed to me wstomer for any inmnvenience this may 
have causea will have me supelvisor follow up Vnm me 
watamer by phone. Met wtm CA and ma& on 
dimnnection pmcedure. Also eat a nmr SUpNiSCf to 
dimnnectwventymat CA followed insttuctons. informed 
me wstomat that mis CA was placed MI cormiive a&n h 
hopahlily ensure that dirmnnects w'l happen. 
Apoicgired to me wstomer for any imvenience mil may 
have caused Metwith CA Immediatelu. Coached him to 
for assistance if having tmbie understanding or needs hell 
with call p m i n g .  

Apolcgked to the customer and mat this behavior wasn't 
acsaable. Customer requested follow up. however no 
contact information was furnished. CA did not remember 
mis p h i a r  call and said slhe is not Nde to any wllar 
espaciaily one mars disabled Coached CA to make sure tr 
have the ROOr s u w i s o r  dowment the Caii before 
dismnnecfing me call because there were no response 
received from me caller. 

informed Caller we cannot pul a block on his line Suggeste 
he mnlad his local phone company to see If they can assie 
with mat. Ai60 gave me number for the FCC to report fravd 
No follow up required. 

call back (through S2S day) or an mail wwld be sent so 
mat he can d w e s  this lurmer and get resdutjon of his 
complaint. The CA ID n u m k  provided is wmndy not 
assigned to any of our employees. Therebre we could not 
meet and mach me CA in queston. Emailed a follow up 

10.04 06 

letter 

rrf .ser pama a ca Aner me ca was over me m .se 
sa* P m n  nun9 ~ p ,  ORS XXXF GA or SK Tna CA 010 
nn g re me cLs1omer a m a n e  IO respona celom Ihe CA 

CA n d  to ask to adjust me typing speed If a bilndldeaf wile 
mmes in wM1 no notes posted Coached CA mat if Lhe use1 
wanted me speed to be 10wered that it w l d  airea&y be in 
me notes Otherww p m s a  me Cali at regular speed 

10104106 

c/ped, 'thanks sksk" followed by an unpleasant remark 
'slawpoke' before the CA dlrmnnected the call lTY u s e r  
has wrebrai palsy and IS not a fast Vpisl and was highly 
omnded by this call 

Caller has been gemng numerous fraud calls at his 
business He was wndenno if a biwk muid be Out on his 



09/29/06 

to customer why dlsmnnectlonlrewnnechon might be 
oaumng and sent email with t i p  to reduce their 
cccurrence 

OH VCO U s e r  complained agent did not let her k n w  
gender, or names of business they called, just tvped '"Ring 
1.2.3 hello," which is mnfusing 

10/02/06 Apologized. Customer does not want wntact CA recalled 
this pamcular caii. The c u s m e h  nneS speutlcally ask ma 
no relay anwncement be made and tvpe "W afier the 

09/22/08 OH VCO caller called to wmplain mat agent did not read 
her notes and clped answetinp machine meesage causing 
her to have to redial to leave a message. 

09/22/06 

ow1 5106 Accuracy of captions 09/15/06 

09107/06 Customer stated mat this agent answred her call and then 
wim no further response dismnnected the line. 

09/13/06 

I I 
0911 1/06 Disconnec(/Remnnecl during calls 0911 1/08 

phone was answered. The CA had m e  dmcuny 
understanding how me OYtbOund caller answered me phon€ 
which explained why it wasn't immediately typed to me VCC 
customer. CA was under me impression based on what me 
notes said not to gender me wmwnd caller, only tvpe how 
the phone was answered. Coached CAto gender the 
o W u n d  caller and lyp in parentheses iettlnp me VCO 
user k n w  mat CA expenencad dimcuity understanding the 
announcement 

Apologized for me prokm.  Customer did not request folia 
up. Coached CA to be wnsuentious of customer notes. 

Customer shared feedback regarding aauracy OfcaptiOnS. 
CS Rep a p o l q l l  for incidenca and thanked customer for 
the feedback and informed them lhal information would be 
shared wim appmptiats captioning m i c e  staff for lollow 
UP 

Apologized for the prnMem and assured that the complaint 
would be sent in as stated. NO call back requested. Met witl 
CA, made her aware of wmplaint. Mentioned she can maki 
Team Leader aware d problem wim cab in the future 

Sent customer information explaining the difference 
between a CapTel phone and a traditbna phone. Explainat 

0911 1/08 Vcice caller receiving harassing calls in the middle of the 
night via Spnntlp Customer concerned what Spnnt can do 
abut  this 

OS11 1/08 Apoicgized explained natured reiay and referred to law 
enforcement to repolt issue Customer does want wntact 
Tned to send email to customer but was Undeliverable 



m 0 m 
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081os106 MI l N  user stated she gave the number to dial me CA and 
diakd lm1 number: thew\ tvped (one moment plea@ 
then Ring 1 2 (dick sounds) (line disconnected) GA The 
customer asked the CA why dick? The CA tvwd (don't 

08121108 Reviewed me wmplaint with the CA who explained mat the 
line simply disconnected. Since the CA had no idea why the 
line disconnected, the CA gave appPwiat@ respmse. 
''don? have that info.'' Coached CA to explain why clicking 

I have mat info) Customer A id  CA had that info and refused 
to give it to me customer Apologized to the customer. and I asked If she wanted a fdlw UD tom me suDB(visor 

08l18,06 OHVCO~l~ner~dshegoi tMGAmrmisoperaMr  o&l(h06 
customer gave msvucnons on who 10 ala fmm FD 1st 
Operator nwer came bau to the line Cbsmrner does not 

sound was heard - phone simply disconnected wim nn one 
answenng me phone, Hopefully the Customer would be left 
under the ImDmssion mat the phone was never picked bv 

ApoloDrMtomecusmmer M e t m C A m s s i d s h e  
d dn t nave any caI s lhie tho8 CA aemonrtrarsd knowledge 
of w m  ham ing of FD 

I sad she wece wlng to wntact the FCC. Customer would I not a n s w  if they wanled a follow up OT not. 

OW02106 

not have ID ki. 

Voice calter reparted mat She cannot wnned to her sister 
through OH relay operator. Sister lives in MA. She reaches 
a fast busy signal and cannot wnnect. When dialing the 
number direct not through relay the phone rings 
succesmw. 

heed bltw up. but said the operators need mom training 1 I 

08102106 

land bettsr SupeMson. I I 
IVCO customer cannot call his daughteh local number or I 08l16106 08117106 l~polcgized for me problem and assured mat a trouble tickel 

experience needs 

Apologkad fw me inmnvenience and tom caller a fmuble 
ticket wovld be entered to research the problem. Suggesta 
the caller lry placing me call through MA relay and pmvided 
the number. Teat call through MA relay was sucsesshll. No 
t o l h  u p  nqwrw. custwn(~ MW mlizes tha~ the n m  
busy signal muld be amibuted to her daaf sllller-in-Iw 
being On the dial-up internet dten. HOWOW Ah4 enmuraga 
Customer to call CS back if it is determined that the other 
party d m  not have dial-up internet that ties up the phone 
line. 

would be turned n to hx the prowem Call back requested 
Complaint was fomarded on to Swnt lech This Ucket has 
already been fomm to OH Acd Manager to handle 

call OT his son in laws call when uwng OH mlay wc? He 
gas mmugh fine on reQepuiar line but not when using refay 
%mica and gets the rewm message that a11 urwlfa am 

07131106 VCO caller was upset that the agent "did not do her fob 
propew" When the caller gave me agent a number to dial 
wm, the m&rud$ons to let the caller leave a message On the 

07131106 Apologized for the problem and Iel the caller k n w  that a 
s u p w ~ m  would be meebng wth the agent to go over mls 
Spoke w?th the agent who said she did not remember MIS 

answenng machine if one was reached. rather man tvped it 
out. The agent daled the number and typed "(EXPLAINING I RELAY? GA." The caller thinks P messaoe was left but 

customer at 811 nor would she send explaining relay when 
me customer requests to leave a message on an anwenns 
machine Thls aaent said she knw me cwrecf ~rccadums - 

m e n  Ihen aIKe0 I i x  agent I an answenng macnine *a6 
reachR1 ana message *as ten mere *as na answer from 

men a cdsiomer asks 10 leave a m e r w 0  on w nral 
anempt anu sne oo(r~ not remember any c*momer as* ng 

the agent lfor ths today I 
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05110107 

11120106 

VCO was wncemed that operator typed very slow and had 
to tell the voice person many, many times to slow down. 
VCO said there were many mistakes in typing. 

05110107 Met with operalot and relayed CUStOmei's concern I did 
notice several typos on me screen. 

VCO customer w id  CA did not WPQ what was said wrredly: 
name was misspelled. and many other words were 
inwrrect. Caller Said CAS do not type what is heard wrrectly 
& call9 are very dimwlt to undersland and wmplete; they 
need more training. and don't care about their work They're 
slow typists. need to be monitored. are inwmpetent, not 

05110107 ApOlopirec for problem and advised complaint would be 
forwarded to supwisor Customer did not request wntact. 
Team Leader met wlth aaent. Went over proper call 
Procedures and the impoltance of accurately relaying the 
wnversation Agent understood 

and hung up on the cusiomer Cusmmei does oott,ot to 
be billed for this call 

04129107 Customer piaced long distance call to sister Agent 
dtsconnected call duma wnversahon and war yew rude number 

05108107 We do not currently have an Operator asslgned to this 

04118107 

i 

Customer States the CA dld not follow each word she sald 
and we need to train people wirenly 

05107107 Team Leader met wlth CA and sent out letter to customer 
on May 5th 

05101107 

04127107 

VCO "Sei Sometimes uses Speech to Speech Agent would 
not process the VCO -11 using Speech to Speech Just 
kept Saying need to call regular relay 

051024107 Team Leader met with CA and coached him if m operator 
mode they need to ask customer if requesting both VCO 
and Speech to Speech SewceS. 

VCO CuStOmer States CA hung Up On them Customer typed 
"VCO and then waited and the Call hung Up. Customel says 
hislhei machine is working fine 

04130107 Team Leader Spoke with CA and reminded her to make 
Sure to use All V when they see VCO and also make sure I 
look for the TTY type m case the VCO user decides to type 
CA Stated she didn't hear anything so she dlmnnected tht 
call but wili remember ta be mwe careful ~n the future 
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02114107 [Caller repaned mat CA hung up an her twice. 02119107 

02119107 

0211 5107 

Yoice (or T f p e  n o r  GA'  90 m e  spo~e g ving the n m M  
ana name of tne wmn ana to nsuclons to ,-SI ewe a 

No follow up requested Supewlsor met with the CA and 
coached her an pmcedures 

Apolwized for the inconvenience and told Caller the rewn 
would besenttotheCal1 centersupervisor Thenumberwas 
branded In CS as VCO and wohed pmperiy NO follow up 
requested ThlS was a technical issue Wlth VCO calls that 
has been reported 

Aploglzed Customer daes not want contact Supewisor 
coached CA to never hang up on callers 

message She waited and waited and nothing happened. 
then got the Wing, "number calling to plr" She repeated 
the information to leave message again, waited again, am 
Once again received the typing. "number calling to pls." 

02105107 OH Blind T l Y  user complained agent hung up on her aga 
Customer felt this was rude. 

02114107 Captions -dropped charaderugartled text -I----- 02114107 Customer shared feedback rwardina accuram of caotlons 

number through the Ohio Relay 

02105107 

- -  
cs Rep apologized for incidence and thanked customer for 
the feedback and informed them that information would be 
shared with appropriate Captioning se~ ice  staff for follow 
up Suggested customel document the date. time' CA X for 
more spec16c follow up 

Apalaglzed to the Customer for the problem Follow up not 
required on this tssue Cail vOlumeE were busy durinu this 

OZl05107 

01'31107 

Caller said they had to wait eight minutes to Speak to 
Customer Sewlce Caller Just wanted management to be 
aware of the wait time 

DiswnnectlReConnect dmng calls 

timeframe 

01131107 

01125107 

Explamed the difference between a CapTel phone and a 
traditional phone and why disconnections might be 
occurring Offered tips to reduce their occurien~e 

Apologized for the problem Provided VCO number for 
Federal Relay No follow up 


